Understanding the gap analysis towards quality services provided by AWC Facility Solutions Berhad / Noradibah Mohd Ajid by Mohd Ajid, Noradibah
UNDERSTANDING THE GAP ANALYSIS TOWARDS
QUALITY SERVICES PROV DED BY AWC FAC LITY
SOLUTIONS BERDAD
NORADIBAH BT MOHD AJID
Submitted in Partial Fulfillment
of the Requirement for the
Bachelor of Business Administration
(Hons) Marketing
FACULTY OF BUSINESS MANAGEMENT
UNIVERSITY TEKNOLOGI MARA (UiT )
KAMPUS BANDARAYA MELAKA.
2008
LETTER OF SUBMISSION
24th November 2008
The Head of Program
Bachelor of Business Administration (Hons) Marketing
Faculty of Business Management
Universiti Teknologi MARA
Kampus Bandaraya Melaka
110 off lalan Hang Tuah
73500 Melaka
Sir,
SUBMISSION OF PROJECT PAPER
Attached is the project paper entitled "Understanding The Gap Analysis Towards Quality
Services Provided By AWC Facility Solutions Berhad" to fulfill the requirement as needed by
the Faculty of Business Management, Universiti Teknologi MARA.
Thank You
Yours sincerely
(/~-IJc~
NORADIBAH BTE MOUD AJID
2006895033
Bachelor of Business Administration (Hons) Marketing
BACHELOR OF BUSINESS ADMINISTRATION
(HONS) MARKETING
FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA
MELAKA
"DECLARATION OF ORIGINAL WORK"
I, NORADIBAH BTE MOHO AJID, IC: 841210 - 05 - 5576
Hereby, declare that:
• This work has not previously been accepted in substance for any degree,
locally or oversea and is not being concurrently submitted for this degree or
any other degrees.
• This project paper is the result of my independent work and investigation,
except where otherwise stated.
• All verbatim extracts have been distinguished by quotation marks and
sources ofmy infonnation have been specifically acknowledged.
Date: 'J~/\' / ~c.(\.Q-
I /
TABLE OF CONTENTS
CONTENT
ACKNOWLEDGEMENT
TABLE OF CONTENT
LIST OF TABLES
LIST OF FIGURES
ABSTRACT
CHAPTER 1 : INTRODUCTION
PAGE
i
iii
vi
vii
viii
1.1 Company Background 2
1.1.1 Services Offered 5
1.1.2 Company's Mission 5
1.1.3 Company's Objectives 6
1.104 Company's Commitment 6
1.1.5 Quality Policy 6
1.1.6 Quality Objectives 7
1.2 Problem Statement 7
1.3 Scope of the Study 9
104 Research Questions 10
1.5 Research Objectives 11
1.6 Hypothesis 11
1.7 Theoretical Framework 13
1.7.1 Independent variables 14
1.8 Significant of the Study 18
1.9 Limitations of the Study 19
1.10 Definitions of Terms 21
iii
ABSTRACT
This research is about a study of understanding the gap analysis towards quality services
provided by AWC Facility Solutions Berhad by analyzing service quality gaps model.
These includes gap I until gap 4 which includes management perception differences with
customer's perception, external communications issues, and perceived and expected
service values, are the factors that used to identify in order to investigate whether or not
these factor exists within service quality delivered.
The survey is conducted at USJ 9, Subang Jaya specifically the customer that use the
service provided by AWC. The sample size for this study is 50 respondents. There were
50 questionnaires being distributed and completed. Data obtained using two methods that
are primary and secondary data. Respondents are required to answer the questionnaires
that contain element that potentially have relationship with customer's perceptions and
the actual services delivered to them. Data are analyzed using Reliability Test, One Way
Anova, Frequency Analysis, and Descriptive statistics through SPSS program.
The result shows that all gaps in the servIce quality gaps model have significant
relationship with the service provided by AWC.
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